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^•Communicating the SmartMeter™ Value 
IRfl Proposition 
Description 

- oactively communicate the bene- • J i f ' f;Meter™ to raise customer awarenes /^d 
• eciati i ie program, 

\> 

/ities 

• • I • '• • " » • set- i' , , i " III I mation 
is Power acis as well as 3-touch direct mail, door-hangers and booklets. 

" ' !'" ! •! ' „• itlPCJi III! i: '• 

enyaye reyuiaiois anu si- '> r>>\"< ual eieu*' o • ;uais 

3-touc f«ers, door-hangers and booklets Ongoing 

"Se I'O ' )wer" campaign (ads and onlii • io/Visalia, - - b -o , , ^ 
^ r>] - ' ^ d, Sac/Mod; nekton). 

"See Your Power" mobile tour - developing additior its Ongoinc i ' -<v\-
and dates beyond November f I , oer 
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Rfcustomer Engagement Strategy 
> Initial outreach strategy: SmartMeter 

deployment equivale indard 
meter change. 

> Significantly expanded and improved customer communication and outreach 
based on customer learning and feedback. 

Initial Outreach Strategy (2007) Current Holistic Outreach Strategy* 

Learning From Our Customers 
> Benefits Unclear to Some Customers 

> Awareness 

^Satisfaction 

^Inconsistent Customer Experience 

Responding to Our Customers 
> Improved Communication Messages & Channel 

> Multiple Contacts Through Sustained Media 

> Responsive & Proactive Outreach 

> Employee Education 

> Readiness and Response Team 

Pre-installation letter 
Door hanger 
Welcome booklet 
Energy Alerts postcard 
or e-mail 

PG&E employee experience 
zone training and tool kits 
Additional Contact Center 
resources and support 
SmartMeter Response team 
for complex issue resolution 
Home energy audit 

Online tools in My Account 
Energy Alert via e-mail or text message 
Digital "Information is Power" ads on news 
sites 
See Your Power Blog 
PG&E's PGE4ME Twitter Feed or Face book 
Customer and third-party testimonial videos 
on www,and YouTube 

"Information is Power," 
TV commercials (July 
'10) 
"See Your Power," TV 
Commercials (Fall '10) 
Retail Partnerships 

Customer Advisory Groups 
City Council presentations 
Homeowners association 
and civic group meetings 
CPUC workshops 
PG&E Answer Centers 
"Mobile tour" events 

*Strategy will continue to evolve and adapt as customer needs change 
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Touch 1 Pre-lnstall 
Touch 2 At Meter Install 

Touch 3 When connected 
to II rtMeter™ network 

i 

When customers receive their SmartMeter™ devices, they receive a series ' f 
communications to help them prepare for the arrival of the new me . J f / / to read 
and leverage the benefits of the new meters once they are connected to the network. 
' eh 1 Before installation: Letter & Brochure 

' ch 2 Meters a ' >talled: Door hanger announcing meter change & brochure - how to read new meters. 

' Ch 3 Meter ' t < nn» •' . e SmartMeter™ network : How to go online and "see their power" & 
manage energy use. 
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Web content 
SmartMeter content on pge.com leverages third-parties and customers to share benefits of 
SmartMeter. Content currently available in English, Spanish and Chinese. 

* T 
— 

-



•T SmartMeter™ Online 
See your Power Re-skin 

• Communicates benefits 
of SmartMeter 
Technology 

• Outlines ea ' h /- M 
the SmartMeter 
program from pre to post 
installation 

• Will include videos of 
customer testimonials on 
how they use 

Vleter to control 
their energy use 
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•frSmartMeter™ Online 
^ Social Media 

l.m; Ww# •; Qw&trtw m *33* »t ?. W ?*A 

Smart 

• AM.2 5 

Backlash, Fart 2: Smart Grid RF 

i'm* a syMl««a»a ROi i? -ti«i ol 
car# trc-rr r*e.cec imc* 

• Smart m«?» cu*t*« y r# **# *-•«* tnswjft 

* C« v 
" Paul Parmley 12re;09 r 2< PW 

Hi Eric. 
i wanted to address me claims made by the EMF 
the belief that SmartMeters™ are not accurate. 
First, we agree that we should have done a better jc 
the SmartMeter™ roll-out, and we've recently updat 
/smartmeter) to better explain the technology, the in 
benefits our customers will enjoy with SirsartMeter** 
While we are confident that the third-party indODend 

ihwrnr-A :• 9 •P»', 
c-n 

« IHc Wane* cram i-4f. PM 

ftRV -

' f /rittc r ; m, ; m \ i y ' I '* - Y 
blogs (including PG&Es See Your 

ver Blog) to address customer 
m " hon ncerns and service 
requests 

'' • e Your Powe mY )rmation 
Is Power Commercials on 
YouTube 

•PG&E's See Your Power Blog to 
engage in a two-way dialogue with 
custome , m, ' f Y ilders on 
the SmartMeter prog - TH- • Y 
other energy management issues 
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•I* Traditional media (Information is 
W1 i. •, i 
Objective: 

• Present busines i com'' f nought 
leaders as an impartial and positive voice in 
support of SmartMeter™ technology 
potential benefits associated with the smart 
grid 

• Reach English . anish, Mandarin and 
Cantonese-speaking customer groups 

Details: 
Campaign began in advance of deployment in 
many parts of the Bay Are • H sco, 
Nor' c ; I was distributed via TV and 
online 
Features third-parties speaki- ,• sitively 
about smart grid and the SmartMeter™ 
program 
Additional spots have been developed for 
Cer ey and Sacramento areas 
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Traditional media (See Your Power 
TV campaign) 

Objective: 
• Share that customers across the 

serv ito . - . ng their 
SmartMeters to make smarter energy 
cho <h\>\ , i i : i 'i energy costs. 

Details: 
• Feaf „ , , " - -J cries of customers from 

diverse backgrounds across the service 
territory speaking to how the 
SmartMeter changed their energy use 
and costs 

• Campaign will be run thro ,<<• fr 
service territo 

•ft. SrriiriMeli 
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WH[ SmartMeter™ Online 
Online Advertising Campaign - (• •(>< i '• v ?; 

, ' . ."I'ir.llMi. ' I' 'J '; .N 
. ne iF.5-v;r -ir - )• i ,• I- ..-I; - • 1; 

1 ,r'' ' rr'r,:r' - . Creative: 

.. m'mit. Piffie fad'es. vamp're grows otii 01 grapn.. 

- :30 Video (Bob and 
Anja) 
.. -1 • ir Ad 

iVlessagA and target aligned with TV 
a r!; campaign 

Online Ads in the same markets as TV 
lay them. See your power with 

Siniart:M«stef"" tec;hnotoqy. 

t, n 

-- J i'f 'Vv'< 

lliliiiifcMiBilii f! f 
Type syd&s in rem left vampire mssaM&s. mm §rapr«. snartmrn^" skims, m.. o&gisai grapn wis suit as. remailing. une ana 

&uet'3n iFafe 
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f!^ 
Events/Community Outreach: See Your 
Power Tour 

Mobile Tour 
• Educate customers in u<< 

and engaging way about 
SmartMeter™ technology 

• English, Spanish and Chinese 
content and materials at all 
events 

• Provides program benefits, 
hands-on experience, 
demonstrates ways the 
SmartMeter™ program 
ernpow* '' istomers to 
manage their energy use and 
costs 

• Over 40 events scheduled 
between August and 
November. 

• New events being planned 
beyond November 

• 
111 llll •• 

— mam 
?; "i •< ~9g* "*-•A 

mmm 

-Ma iiir • 
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11 

Estimated reach of 2.1 miiiion . - .i1 

attendance with 2( = i0 deep engagements 

Multiple Mobile Tour Components: 
• re< .. !• ow ways to see 

eneiy • ivings, I , i MSM erciais and My 
Account demos 

• Touch Screen Game to show ways to 
• see energy savings 
• Photo Booth with static electr 

online engai ?nt 
• English, Spanish and Chinese 
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Ifl!® , 12 Vrl Multiple touches; variety of platforms 

I A o Online Display 
and Web Content 

Direct Mail 

•l 

I 
— 

m 
l» 
aM— 

iiiii a® 

SEE YOUR POWER 

j 

I 
* % 

So 1 
mm 1 • Community Outreach 
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Hf Enhancing the customer experience 

Description 

and issues 

Past activities 

Created a dedicated team of Smartl/Ieter ™ call center reps, a Customer Impact 
Outreach Speci "•. • •- i 1 tioii "• .• , • .-resentatives 

Current and future 

Call ^ <<' fTM ,,;rs who have received an estimated t ' C 1 vo 
billing cycles and all customers with delayed bills greater than 60 days 

• lout • i7 <r< l>m vention process - enabli > < 7 on 
behalf of a customer 

Timing 
Grit 1 

By 10/31 

Implement lie - mf<< I , fen ain H ie contact centers 

Reduce escalated com • » <o» 

By 11/30 
By 12/31 

Increase fiber of Answer Centers, Customer Advise •• r>m! 
proac engagement. 

Ongoing 
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•7? SmartMeter™ Answer Centers 
Week of 10-15-10 Other Presentations; 

15 

coin Fleet Week 

I 

Baielffl! 

AyOW W - A:f; 

•i m 
Til 

c *» 
I; 
ML 
—— 

* 

mm 

eowner's Assoc. 
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" SmartMeter™ Answer Centers 
Week of 10-18-10 

Piedmont 

WMmmk MBMBI ••fl S 
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7^ 
From Semi-Annual July 31, 2010 
; /> ' ric Network installations 

18 

Gmulative Electric Network Installations: Substation Corrminication Eqiipment (SCE) & RF Mesh Access Points pPIIE Smat 
1,200 

TS 
0) 
re 800 &• 

LU 

"5 400 

"S re 
LU 

1,182 

n 

1.186 

Total Electric 
Network 

installations 

Kev 

Actual 
thru Ju 

'10 

Electric 
Network 
build to 

date - SCE 
Actuals 

Thru Dec-
08 

Year 1 
(ITDto Dec-07) 

Mesh Electric 
Network Plan -­
Access Points 

Year 2 
2008 

Year 3 
2009 

1,182 

Year 4 
2010 

1,182 

Year 5 
2011 
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From Semi-Annual July 31, 2010 
Gas Netw-

19 

Cimulative DCU Network Installations 

5,000 

3,750 
•o 
© 

"c5 
to c 
;g 

I. 
t3 
© 

500 

i 
|l,250 
to iz 
O 

5,000 

4.273 

Kev 

Ac til £ 
thru J i 

•10 

3,632 

1,800 

487 

5,000 

SI 

4.273 

5,000 

Total Data 
Collection Units 

(DCU) installations 

Year 1 
(ITD to Dec-07) 

Year 2 
2008 

Year 3 
2009 

Year 4 
2010 

Year 5 
2011 
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_JT „ , 
* "•1 End pa? i' ><< <i i\u us 

20 

Cumulative Network Enabled Locations (in 000s) 

100% 

75% 

5,275 4,458 

ill 

4.722 

50% 

3.810 

25% 

0% 
Electric Gas 

Kev 

Actual 
Jun '1 

398 
238 

Year (ITD 
1 to Dec-

07) 

2,210 

542 

Year 2008 
2 

3,987 
3,238 

Year 3 2009 

JiiE 
SmartMeter A 

4,722 4>029 

Year 2010 
4 

5,275 4,458 

100% 1100% 

Year 2011 
5 
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